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A smarter way to
identify growth

opportunities
in your business

Most businesses don’t run out
of growth ideas. They run into

friction executing them.

This guide introduces a practical SMB
growth framework to help established
businesses like yours identify where
growth is being slowed, and where

to focus first to create meaningful
progress — without overhauling the
way your business operates.



) Established small businesses (1-19
employees) and medium businesses
(20-199 employees)

) Operating 8+ years with existing
systems and processes in place

) Confident managing payments and
financial operations

) Focused on reducing admin, improving
consistency, and working smarter

This guide assumes you are optimising
mature operations, not starting from scratch.

Why growth starts to feel harder

For established businesses, growth rarely
means starting from zero. It usually involves
building on what already exists - customers,
systems, processes, and ways of working.

Over time, that adds complexity.

More customers create variation. More
services introduce more edge cases. More
systems mean more handoffs. Processes
that once worked well at a smaller scale can
start to feel heavier, not because they're
wrong, but because the business has
outgrown how they were originally set up.

This is often where growth begins to feel
harder than it should. Not because the

opportunity isn't there, but because the way
the business operates hasn't evolved at the
same pace.

At this point, many businesses start looking

for ways to reduce operational friction

without overhauling their systems, while
also revisiting how they approach planning,

systems, and structure as part of growing
the business sustainably.

This pattern iscommon. Systems and
processes tend to evolve incrementally
rather than through deliberate redesign -
something also reflected in broader data on
how Australian businesses adopt and adapt
operational systems.



https://www.ezidebit.com/en-au/blog/2025/stop-the-quiet-inefficiency
https://business.gov.au/guide/growing?section=Researchandplan
https://business.gov.au/guide/growing?section=Researchandplan
https://www.abs.gov.au/statistics/industry/technology-and-innovation/innovation-australian-business/latest-release
https://www.abs.gov.au/statistics/industry/technology-and-innovation/innovation-australian-business/latest-release

A more useful way to look at growth

When growth slows, the In practice, a more useful question is:
default response is often to ask:
How do we Where is growth being
grow faster? slowed right now?

Growth problems are often
workflow problems in disguise

Asimple way to approach thisisto look at
the business through four lenses:

m Key question What it often reveals

E Demand Where are we trying to grow?  Weak follow-up, inconsistent conversion
i What happens after a Bottlenecks, delays, handoff gaps
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.{@} Admin What grows with volume? Manual tasks, duplicate work
O Visibility What is hard to see? Delayed or unclear reporting
Demand Delivery
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Start with friction, not ambition

It's natural to begin with targets. Increase
revenue, win more customers, expand into
new areas. But if the underlying workflow
is already under pressure, those targets can
create more strain than progress.

A more practical starting point is to identify
where effort is being lost.

That might show up as repeated follow-
ups, customers slowing down at key steps,
work spread across too many systems, or

Where growth actually gets slowed

reporting that arrives too late to act on.
In many cases, this is where businesses
begin looking at how they can work
smarter with the systems they already
use to reduce manual admin.

These aren't just operational
inconveniences. They are often the
points where growth is being quietly
constrained.

What looks like a growth problem (but often isn’t)

Not every growth issue is a demand issue.

In many established businesses, there is
already enough opportunity coming in.
The challenge is how consistently that
opportunity can be converted, delivered,
and retained, particularly when scaling
small business operations.

A useful way to break this down:

) Before commitment:

Are opportunities being lost due to slow
response times or unclear next steps?

) After commitment:
Is additional work being created
through manual setup, handoffs, or
follow-up?

) As volume increases:

Is the business relying on workarounds
to maintain consistency?

Understanding which of these is
happening makes it much easier to decide
what to fix first.


https://www.ezidebit.com/en-au/blog/2025/how-smbs-use-technology-to-work-smarter-and-reduce-manual-admin
https://www.ezidebit.com/en-au/blog/2025/how-smbs-use-technology-to-work-smarter-and-reduce-manual-admin
https://www.ezidebit.com/en-au/blog/2025/how-smbs-use-technology-to-work-smarter-and-reduce-manual-admin

Where friction usually hides

Growth rarely breaks down in one obvious This is where most of the invisible friction lives.
place. More often, it slows across a series of

small handoffs. Individually, each step may seem manageable.

But together, they can introduce delays,
Where friction tends to hide: inconsistencies, and additional work that

compounds over time.

Between enquiry and response .
Ay - If you want to see how these kinds of

Between agreement and onboarding improvements play out in practice, see how
operational efficiency can be applied in real
business scenarios.

Between systems

Between team members
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Between the customer and
the next step

How to prioritise what to fix first

Not everything needs fixing at once

Once friction points are : w
visible, it can be tempting to Opportunity Priority

try to improve everything at

the same time. Improves High Low-medium  High
conversion speed

In practice, that rarely works.

The goal is not to optimise Reducesd . High Low High
every part of the business. repeat admin
It's to focus on the changes Improves reporting
Fhat Wll_l ha\,/e the most without changing Medium Medium Medium
immediate impact on action
capacity, consistency, or
customer experience. : :
Fixes occasional Low Medium-high  Low

edge cases

In many cases, the highest-value improvements aren’t the most complex.
They’re the ones that remove friction from processes that happen every day.



https://www.ezidebit.com/en-au/blog/2025/operational-efficiency-in-action
https://www.ezidebit.com/en-au/blog/2025/operational-efficiency-in-action

Focus on what actually moves growth

Most operational improvements support
one of three outcomes:

p
, improvement
Win more Improve conversion Faster follow-u P, work focused.
customers and reduce drop-off clearer onboarding If a change
. . doesn’'t clearly
Serve more Deliver work with less Reduced rework,
efficiently friction smoother workflows SUEPEE e Cf
these outcomes,
it may not
Retain more Improve reliability and  Fewer errors, better be the right
consistently experience communication priority yet.
|\

Putting it into practice

Before adding more, improve visibility

As businesses grow, there is often a More useful questions to ask include:
tendency to add more tools, more )

i Where are we consistently losing time
reporting, or more processes.

each week?
Without clear visibility, this can increase )
complexity without solving the underlying
issue. In mMany cases, improving how
information flows through the business > Where do customers tend to stall or
- rather than adding more tools - is what disengage?

actually supports better decision-making,
particularly when reviewing the refining i o c
business processes over time. to inform decisions?

Which tasks still rely on
manual follow-up?

N

Which reports arrive too late

> Where are workarounds being created
internally?

Improving visibility is often one of the
simplest ways to unlock better decision-
making and reduce unnecessary complexity.



https://business.gov.au/planning/business-plans
https://business.gov.au/planning/business-plans

What this looks like in practice

This doesn't need to be a large-scale transformation.
It can start with a focused working session:
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1. Identify 2. Categorise 3. Estimate
the top two them across the impact of
to three demand, leaving them
friction points delivery, admin, unchanged
or visibility

The aim is not to solve everything at once, but to
create steady, meaningful progress.

The quieter side of

The work that supports growth is not
always the most visible.

It often happens behind the scenes: in
the way work flows, how consistently
processes are followed, and how easily
customers can move from one step to
the next.

Over time, small improvements in these
areas can create more capacity, reduce
pressure on teams, and support more
consistent performance.

This is often where the most sustainable
growth comes from.
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Reflection

Where is growth being slowed in your business right now?

" namin. [ Visivty

Key takeaways

Improving efficiency
can unlock capacity
without increasing

Growth often slows

,E due to operational
friction, not lack of

demand workload

[
Small, targeted Y Visibility plays a
changes are often @ critical role in better
more effective than RN decision-making

large overhauls

oo Sustainable growth

/ is built through
consistency, not
complexity
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About Ezidebit

Ezidebit is a trusted payments provider
that's helped over 60,000 businesses
across Australia and New Zealand manage
payments. Powered by Global Payments
since 2014, its secure Level 1 Payment Card
Industry Data Security Standards (PCI
DSS) compliant platform supports direct
debit, BPAY, PayTo, phone, online and in-
person payments. Serving a diverse range
of industries including health, fitness,
education, childcare and real estate,
Ezidebit has delivered over 110 software
integrations that enable merchants to
improve cash flow, reduce administration,
and deliver better customer experiences.

Acknowledgement of Country

Ezidebit acknowledges the Traditional
Custodians of Country throughout Australia
and recognises their continuing connection
to land, waters, and community. We pay our
respects to Elders past and present.

© 2026 Ezidebit Pty Ltd. All rights reserved.

About Global Payments

Global Payments (NYSE: GPN) is a leading
payment technology and software company
that powers commerce for businesses of all
sizes worldwide. We help businesses grow
with confidence by delivering innovative
solutions that enable seamless payment
acceptance, smarter operations and
exceptional client experiences — onling, in
store and everywhere in between. With its
global reach, local expertise and scale, Global
Payments manages trillions in payments
volume and billions of transactions across
more than 175 countries. Headquartered in
Atlanta, Georgia, Global Payments is a Fortune
500® company and a member of the S&P 500.

Learn more at company.globalpayments.com
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